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ment and disappointment. This atmos- 
phere of “give” and “take” builds an atmos- 
phere of trust in a manner that can be 
nurtured and maintained. 

Editor’s Note: This is an exceptionally 
well written article that deals with a criti- 
cal issue that is difficult to address. The 
framework for examining the issue of 
trust is useful as it can be applied in a 
variety of situations and organizational 
settings. 


Tools for Correcting 
Communication Problems 
Edward L. Levine. Health Services Man- 
ager 14(3):7-10, March, 1981. 


A major factor in managerial success is. 
the ability to communicate effectively. 
Good communication depends upon the 
quality of the process. Skillful communi- 
cators learn to immediately obtain in- 
formation as to why the conversation is 
going smoothly or poorly and take action 
to correct any deficiencies in the process. 

Levine discusses three techniques for 
assessing the communication process and 
explains two tools for monitoring the 
quality of the conversation. 

Technique one: Reading the nonverbal 
messages. The emotional climate can be 
determined by reading body language 
and the quality of speech patterns. Cuing 
in on body language will help you deter- 
mine the emotional climate that sur- 
rounds the conversation. Being aware of 
speech patterns will provide information 
regarding the anxiety level, degree of 
responsiveness, or boredom. Tuning into 
nonverbal clues, controlling them to 
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create a receptive environment, validat- 
ing your perceptions of the other’s non- 
verbal clues are mechanisms the manager 
can use to enhance the communication 
process. 

Technique two: A simple communica- 
tion tally sheet can be made to determine 
the amount of talking by both people as 
well as the number of interruptions and 
silences. This tool will reflect information 
about dominance and receptivity. 

Technique three: Charting the task- 
accomplishment and socio-emotional as- 
pects of the conversation provides a great 
deal of information for analyzing the 
form and quality of the conversation. 
Editor’s Note: An extremely useful arti- 
cle. The communication tools appear 
easy to understand and should be easy to 
use with a little practice. 


Styles of Decision Making 
Andrew K. Hoh. Supervisory Manage- 
ment 26(5):19-23, May, 1981. 


Decision making is an important mana- 
gerial function. Identifying the major 
parameters of the decision in terms of 
quality and acceptance and selecting a 
managerial style in carrying out the 
decision-making process is critical to 
effective decision making. Hoh provides 
a useful framework for managers to use 
in classifying decisions and selecting the 
managerial style for implementing the 
decision process. 

Decisions can be classified into the 
four following types. (1) Low Quality- 
High Acceptance. When the accepiance 
of the decision is very important and risks 
to quality are minimal, such as schedu- 
ling vacation time, employees need to be 
actively involved in the process. The most 
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effective managerial strategy is to allow 
the group to make the decision. The 
manager needs to present relevant facts, 
avoid suggesting a solution, help em- 
ployees clarify their opinions, and assure 
that each employee has a chance to dis- 
cuss his/her perceptions. 

(2) High Quality-Low Acceptance. 

When decisions have to be technically 
correct rather than “fair” regarding par- 
ticipation, the decision process needs to 
be addressed by the experts in the field. 
Only those employees who have relevant 
data and have a major role in the imple- 
mentation phase need to be involved in 
the decision-making phase. 
. (3) High Quality-High Acceptance. 
Many problems require a solution that 
not only involves quality but must be 
highly accepted by employees. The most 
effective managerial strategy is to use 
managerial leadership that focuses on 
quality and utilizes the motivational 
energy of the group to perform well. The 
manager needs to address these problems 
in terms of quality standards but in a 
situational manner. For example, “How 
can we organize the work to get the most 
effective product as well as an atmos- 
phere that is comfortable to work in?” 
The manager stimulates creativity and 
problem-solving tactics so there is both 
high quality and high acceptance. 

(4) Low Quality-Low Acceptance. A 
few decisions often in the realm of detail- 
ing out unimportant parameters of a job 
can be easily handled by routine proce- 
dures or meeting the needs of the particu- 
lar situation. Keeping people informed 
about the manager’s flexibility in han- 
dling problems like these will help em- 
ployees determine what is relevant and 
nonrelevant in the job. 

Editor's Note: A useful and concisely 
written article that is worth readihg. 
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